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First Annual Pride Award
Winners...

Terry Mintz, $500.
NE. Operations

Let's give a
hearty
congrad...to our
1st Annual
P.R.I.D.E.
Award Winner
of the
N.E. Operations
Team!

Terry Mintz is an outstanding
adjustment examiner in NESU-1. When
asked how she felt about winning she
said, "It was a nice surprise. I didn't even
know I was nominated. There's a lot of
Pride Winners in the Northeast Region. I
just hope they have a chance to be recog
nized."
Terry is a member of the T.I.A.
work group which implemented a new
auditing process SOP. She explains,
"There were minor changes with a large
impact and hopefully it will improve our
auditing process. The work group has
helped to make the transition. I would
encourage your continued input.
To me Superior Customer Service,
simply means doing what you can do to
help others. Even if you have to smile
nnd bear it, because our ultim[lte goal is
to provide the customer with the best
service ever."
In her free-time Terry enjoys
cooking for her husband Bruce, going to
the beach and watching SOAPS.
Terry we thank you for being
part of the Northeast Region and wish
you continued success.
The employees of Northeast
Operations appreciate your dedication and
commitment to excellence.

Inventory Work Group, Debbie Hope $50, James
Hornback $50, Linda Gant $50, Lori Burney $50.

The purpose of the P.R.I.D.E.
Award Program Recognizing Individuals
Demonstrating Excellence is to provide
recognition to the local Group Operations
Non-Exempt Employees who have clearly
and consistently demonstrated their
commitment to excellence by going above
and beyond in order to provide the highest
quality service to the customers of Blue
Cross/Blue Shield of Florida.
The Selection Criteria Categories
used to determine eligibility, team player,
flexibility, organization/planning, com
munity service/corporate citizen, leader
ship skills, human relations, creativity,
problem solving, self-improvement,
customer-oriented, judgement/decision
making, and communication skills.
Vernita Weston

Spring/Summer 1993

continued from column 2

The Screaming Eagle
is published quarterly by
Blue Cross Blue Shield
of Florida, Inc.
8665 Baypine Road, Suite 300
Jacksonville, Fl. 32256
© 1992 Health Options, Inc.

Newsletter Team:
fudy Bruce, Tiffany Clayton, Terri Combs,
Vernita Weston,Nancy Paul, Myrna Dunham
Art, Production and Design:
Take It To Press

V.I.P.
Awards
L to R: fune fordan, Clare Adamson
and Susie Basso recongnized for the
Exempt Performance Appraisal Work
Group. (Lynda Bernis eiJ Bonnie
Redlinger not pictured.)

At the Local Group Market Opera
tions V.I.P. Awards June Jordan, Clare
Adamson, Bonnie Redlinger and Lynda
Bemis members of the NER leadership
team were recognized for their contribu
tion during 1992.
June Jordan takes the "mystic' out
of mysterious. We all have heard of a
mysterious and complex structure in our
system called 1 CBN 1 -the Comprehensive
Benefit Network. This system file is not
"user friendly", and makes the accurate
and timely addition and maintenance of
new groups to our system very difficult.
June Jordan, a Contract Benefit Analyst in
the Northeast Region, has assisted in
removing the 1 mystic 1 from this file.
She has been a main-stay of knowledge and
support among all her peers in all the
market segments, being called upon to
assist with the clean-up of State Group
variables and providing training and
assistance to newer Contract Benefit
Analysts.
She also was deeply involved in the
Re-engineering project during which she
worked many extra hours and freely shared
her expertise to ensure the successful
completion of the effort.
Thank you, June, for always being
there for us.
Clare Adamson is recognized for
her dedication and effectiveness in a wide
variety of challenges over the last year.
Clare stepped forward and managed the
very complex task of implementation of
new procedure codes for all of Private
Business Operations. She temporarily
managed NESU 1 while that leadership
position was vacant the results achieved
by the NER Support Unit have shown
great improvements also. In her most
recent assignment, Clare demonstrated
outstanding thoroughness and skill in
managing the colocation the NER HMO
Claims and Service Operations to Free
dom Commerce Center.
Bonnie Redlinger found that the
last year has been a period of tremendous
growth for Northeast Service Unit III both
in terms of the expansion of the Unit's
workload and in terms of the evolution of
1

1

1

the work unit into a team.During the last
eighteen months the majority of enroll
ment gain in the NER has taken place in
the counties served by NESU 111. This
has meant the unit has had to respond to
total volume increases as well as unique
situations such as the City of Ocala and
Marion County Account.
The NESU 111 work unit also needed to
deal with significant concerns around
team responsibility, cooperation, and
shared leadership. Through all of this
Bonnie has continued to strive for excel
lent service for our customers and to insist
on the team coming together for better
results. Today NESU 111 is far ahead of
one year ago and Bonnie has shown her
dedication to our customers.
Lynda Bemis is recognized for her
tremendous commitment to excellent
service and for the credit that her actions
and those of her team bring to Blue Cross
and Blue Shield of Florida in the
Gainesville market. Lynda and her staff
are regularly cited by Group decision
makers as one of the aspects of BCBSF's
value-added services which sets us apart
from our competitors in Gainesville.
Groups where this quality has been
particularly important include: Alachua
County School Board, the City of
Gainesville, Florida Farm Bureau, and
Gates Energy.
Vernita Weston

MHS Implementation

'
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Team A wards were also given to: MHS
Implementation Team; Smith Coffey,
Melodye Barnett, Valarie Dexterhouse,
Maria Sims , Joe Wellman(not pictured).

The Northeast Region imple
mented the conversion to the MHS system
in July 1992 with the objective of complet
ing the change over in such away that the
difference would be transparent to our
customers and contracting providers. In
the months prior to the conversion Smith,
Melodye, Valarie, and Maria participated
effectively in workgroups that were formed
to facilitate the conversion. They consis
tently championed the concerns of our
customers in their insistence on quality
results and in contributing the ideas and
solutions required to deliver a superior
product.
In the nine months preceding the
conversion the average hospital claim
cycle time was 10. 7 days. In the three
months following the conversion, the
average cycle time was 10.9 days. The
MHS system now also has the ability to
track and assist in the management of the
Teleorientation program. In fact, in the
weeks after the conversion, overall service
was so effective that North Florida Re
gional Hospital's Chief Administrator
remarked that he had never seen such a
smooth system conversion.

WHAT'S HAPPENING IN GAINESVILE AND THE NORTHEAST REGION

Walk-America
Mike Juskiewicz
N.E. Resident
Artist
Mike has been with the
N.E. Group Membership
and Billing team for two
years. As an ID Specialist, his duties
include putting together and mailing
subscriber packages and ID's, helping to
order ID supplies and maintaining the area
stock room. He also performs control
clerk functions such as work distribution
and mail pick-up. When he's not doing
any of those jobs, he wears his file clerk
hat and helps the N.E. unit PSR's with
their filing.
As busy as his days are, Mike always
squeezes in some additional time to
volunteer his talents to provide art work
for special occasions. You may be familiar
with his work from the program cover of
the 1993 Local Group All-Employee
Meeting or the program cover of the
Membership and Billing All-Employee
Meeting. If you missed those, you
couldn't possibly have missed his giant,
futuristic FACS illustration above the
lobby of building two at Freedom Com
merce Center. And...our BC/BS Walk
America Team proudly wore one of his
designs on our team's T-Shirts.
Mike is the creator of the little "Furball
Character" in this issue's guest cartoon.
He thought up the little creature in high
school when he was supposeo to be doing
something else. He won't say what it was
he was supposed to have been doing or
whether or not he passed that class. But at
BC/BS, Mike gets high grades for hard
work, lively team spirit and artistic
abilities. He's one of the superstars of the
N.E. super team.
Nancy Paul

The Walk America
Grew Up With
March 27th, the Gainesville office partici
pated in the March of Dimes
WalkAmerica. We had several people walk
and collect pledges. We also participated
by having our own Blue Cross/Blue Shield
Checkpoint. Spirits were high as our
checkpoint Volunteers handed out refresh
ments to the tired, thirsty walkers. We
also had a Foot Aid Station so people could
patch up those painful blisters, and our
other volunteers handed out sunscreen and
Blue Cross shoepockets. The walkers
seemed to really enjoy the high spirits of
our group not to mention that great Blue
Cross and Blue Shield song.
This is just another way to give of our
selves and let the people know they have
the Blue's behind them every step of the
way.
Many thanks to our walkers and volunteers.
Terri Combs

For those of us who can write a book of
"101 Reasons Why We Cannot Find The
Time or Energy to Do A Ten Mile Walk",
Walk America, was an inspiration.
"Walk America" here in Jacksonville,
started early on Saturday, April 3, 1993.
It was evident that this was to be a particu
larly beautiful day for the walk. The sky
crystal clear and the day was pleasingly
warm, with a refreshing breeze. I was
pleasantly surprised at the turnout of
enthusiastic, energetic supporters of this
worthy cause.

Changes, Changes Changes
at Corporate 9
The Medical Services Department and
Provider Relations have merged and are
now known as the Healthcare Manage
ment Department.

Tammy Muffley, Linda Manning and
Sharon Wright were recently promoted.
Congratulations to each of them!
Several new employees have been hired
Fernando Gunta is a precert nurse, Kelly
Masters is utilization management referral
assistant, Vonda Griffin is the Customer
Service Person for providers and Joanne
Rust is the Provider Education Representa
tive.

Mary Andrysiak is the new project man
ager in the office.
In the coliseum, I came upon throngs of
people milling around the outer areas, in
various stages of readiness for the walk.
Some were lined up turning in their lists of
participants for the walk and their contri
butions. Others were in search of their
organizations. Small crowds had begun to
collect on the floor of the coliseum and
were separating into groups representing
various organizations. I found the Blue
Cross/Blue Shield Group and settled in to
wait . There was a fine representation of
enthusiastic, all fired up, ready to get up
a.i1d go, can't hold me back Blue Cross
walkers. Were you one of them? At
around 9:00 A.M. we filed out the back
door to start what was to be an extremely
enjoyable event.
Along the way I encountered mothers
pulling little ones in wagons, short people,
tall people, fat , slim , old , young . But, the
ones I admired the most though were the
folks in wheel chairs and the blind that
were being led by their seeing eye dogs. I
was proud to be among these people with
so much character.
My hat's off to the people that formed a
support group for those that were walking.
Volunteers manned stations along the
walk and provided us with fruit, crackers,
snack bars, Gator Aid and water. The
scenery along the route was varied, and
interesting. At the end the weary walkers
were treated to hot dogs, chips and cokes.
By the way where were you? Before you go
into a thirty minute dissertation on why
you were not there, let me tell you to save
it for when you write your book of "101
Reasons Why I Couldn't."
Next time, try pulling on your sneakers
and joining us. I can guarantee that you
will get far more out of it, than you put
into it. The air is great, the company
exceptional, and the feeling of accomplish
ment well worth the effort.

Myrna Dunham

MVP Awards
Conchita Williams
Shery L. Jordan
Kim Mitchell
Jimmy Sweat

Annette Norman
Latonya Fields
Carol Crisp
Renee Biggins

Linda Gant
Nancy Paul
Mike Juskiewicz
Saraye Long
Melisa Clark
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The new, smiling face at the front desk
belongs to Rachel Wood.

f

Welcome to all.

f

Musical Chairs is becoming a routine
thing here. Tammy Muffley left the
precert lines to supervise the referral and
precert employees. Linda Manning moved
from the referral lines to precert. Helen
Ferguson moved from the front desk to the
referral lines and Becky Fontana has
moved from case management to quality
assurance.
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And, in the midst of all these changes, the
QIT Team is working hard to upgrade and
reorganize the orientation manual and the
video for NER.
All of us are anticipating the physical
changes in the building that are beginning.
You will hear from us again when the dust
has settled.
Helen K. Ferguson

Coming Attractions
Marketing representative Joe Green and
wife Lori are expecting a baby boy in
August.
Marketing representative Charlie Metzkes
and wife Penny are expecting a baby in
September.
Marketing Field Group Specialist Tara
Young and husband Mike are expecting a
baby in Se�tember.
Marketing Service Representative Patty
Jones and husband Charlie are expecting a
baby in November.

P.J. McLaughlin and husband Don are
expecting twins in December. Yes, you
know P.J., can't do anything the easy way!!
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Going Above
and Beyond

Kim's Got
What it
Takes

Clinton Law grew
up in Jacksonville and
attended FCCJ. He is
employed at Blue Cross
Blue Shield as an out
standing Customer
Service Representative
in NESU II.
When asked what Superior Cus
tomer Service meant to him he replied,
"Going above and beyond to satisfy the
customer needs." He further added," The
customer is always right regardless of the
circumstances! Because without the
customer we would not be here today!"
Recently, Clinton had the oppor
tunity to participate on the Welcoming
Committee which welcomed our Health
Options area as well as the skit for the
welcoming breakfast. His advice for a
successful future at BCBS, "Treat the
customer as if you were the customer.
Be willing to help others in their job as
well!"
When not at work, Clinton spends
time with his two children Nicholas 12
and Andrea 8. He also participates on
Saturday with the Cub Scouts playing
games, camping, and flying kites, which
he finds an enjoyable challenge. His
favorite pastime is playing Basketball,
which leaves him refreshed and vibrant.
Clinton, feels it's very important
for him to learn as much as he can in his
current position as well as other areas of
the company. He is very hopefully in the
future to work in the Purchasing Depart
ment.
Clinton, on behalf of the North
east Region we thank you for being part
of our Team and promoting the team
spirit that the Customer is always right!.
And we know that you will be successful
in whatever, you pursue at BCBS.

Kim Mitchell grew
up in Memphis, TN and
attended David Lipscomb
University in Nashville.
At the present time she's
a student at UNF/FCCJ pursing a degree in
Special Education.
She is employed at Blue Cross Blue Shield
as an outstanding Customer Service
Representative in NESU III. When asked
what Superior Customer Service meant to
her she replied, "Going beyond my job
description to assure that the customer
gets what he or she needs." She is an
active member of the EOE Revision Com
mittee. And helps to promote a team spirit
in the Northeast Region.
Her advice, for a successful future
at BCBS is, "Be willing to work hard and be
committed to striving for excellence in
everything you do."
When not at work, Kim spends
time caring for her precious 13 month old
son Willis. She attends church at Christian
Family Chapel where she sings in the
choir. She also volunteers as a tutor with
the Sylvan Leaming Center, helping
disabled children with their school work.
Her favorite past time includes horseback
riding, water skiing, and shopping.
In the future Kim wants to get married and
raise 7 children, preferably boys. On behalf
of the employees of the Northeast Region.
Kim we'd like to thank you for being part
of our team and helping to promote the
team concept.
Meriget Turner the NE Review analyst, had a few
remarks regarding Kim:

James Foster Supervisor, NESU II had a
few remarks regarding Clinton:

Kim has been a true support to me in Medical
Review. Because of her background as a medical
assistant - coupled with her CSR experience, she
has assisted me by screening claims for medical
review. Her talents have proven to be a true asset
in contributing towards our corporate goal of
providing excellent Customer Service by expedit
ing timely claims resolution. And a special
thanks to Bonnie Redlinger to encourage and
support Kim's special abilities.
Vernita Weston

Clinton is a very customer focused team
member. He personalizes each telephone call to
ensure, that our customers received the highest
level of service possible. Clinton is very
supportive of the team concept. This is
demonstrated through his actions and positive
attitude on a daily basis. Overall Clinton is an
asset to the NBSU II Team.
Vernita Weston

New Arrivals
◄

Thomas Michael Mccance
Born October 26, 1992 to
Patricia Mccance. Thomas
weighed 9Lbs. 2 oz.

Emily Katharine Sims
Born December 1, 1992 to Bill and
Maria Sims. Emily weighed in at 8Lb.
5oz. and 19 1.2 inches long.

►

Welcome
New Employees of the
Northeast Region.
Carla Paige
Leslie Bruce
Dena Warner
Mike Gray
Sharon Flowers
Sabrina Marshall
Lyna Howalt

Beth Smith-Lue
Sharon Haas
James Angelo
Christine Epps
Cathy Murrell
David Buchanan

Job Anniversary
1 Year
Sandi Dorman
Pat Smith

4 Year
John Stevens
Lori Averitt

2 Year
Melisa Clark

5 Year
Mary Malouin

3 Year
Sherrie Watson
Mike Juskiewicz

Promotions
In March Teresa Hay said "Good-Bye" to the
Northeast Unit of Group Membership and
Billing and "Hello" to the folks of the Public
Service Unit. After four years as supervisor
(friend, counselor, cheerleader, confidante,
etc., etc.), Teresa received a well-deserved
promotion.
We wish her well in her new position and
congratulate the Publix Unit on their good
fortune.
Nadine Vining, from Panama City, was
promoted to Field Group Specialist.
Jan Goodwin, Gainesville, was promoted
from Field Group Specialist to Enrollment
Representative.

Wedding Anniversary
Lori Averitt
Mike Juskiewicz
John Stevens
Melissa Clark
Sherrie Watson

February 11,
May 9,
June 2,
August 5,
August 9,

1989
1993
1986
1989
1986

Marriages
Congratulations to Terry Mintz Guthrie
on her marriage to Bruce Guthrie on
March 27, 1993.

Graduations
Heather, daughter of Chris Sezauer on the
medical department, will graduate from
Douglas Anderson School of the Arts
June 9, 1993.

Honor Roll
Christpher Barrett
Pat McCance
Ronald Lewis, Jr.

◄

Mitchell Hawkes Hay. Born Novem
ber 12, 1992 to Teresa and Jon Hay.
Mitchell weighed 9 lbs. and was 21 1/
2 inches long.

Recycle in '93 -We do!
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Partners in
Achievement .

The Co-location of HMO Claims & Customer Service
• •

Melody Price and Robert
Gantea are two of the
thirteen high school
students, recruited from six
Florida counties, who are
Gantea
participating in the Partners
in Achievement business education pro
gram. Their busy schedules include attend
ing high school classes in the mornings,
taking FCCJ college credit classes at Free
dom Commerce Center PBO Training for 4
1/2 hours each week and working as part
time Blue Cross-Blue Shield employees for
15 1 /2 hours each week.
The Northeast Unit of Membership
and Billing was fortunate enough to have
been assigned both students. After a brief
orientation and welcome, the students
immediately became contributing mem
bers of the team. They have been working
and training with Melisa Clark and Nancy
Paul on the Florida Farm Bureau, one of the
major accounts of Membership and Billing
and one of the oldest on-going contracts
with Florida Blue Cross- Blue Shield.
The transition from student to
employee seems to have come easily to
both Mel and Rob. They work many of the
functions of a Personal Service Representa
tive and perform their duties well. From
filing to balancing bills, they work very
hard for their paychecks.
But, it hasn't been all work and no
play. On March 31st, the unit gave a
surprise, luncheon get-together for Melody.
It was her last day in the program and it
gave everyone the opportunity to wish her
well and to give her a farewell hug. As for
Rob, he will continue in the program until
September 1 994.
Recently, Rob extended an invita
tion to Melisa dnd 1 ancy to attend the
Employer-Employee Banquet given by the
Cooperative Education Programs of An
drew Jackson High School. It was held the
evening of April 29, 1993 at Methodist
Hospital. Both ladies accepted his invita
tion, had a wonderful time and are looking
forward to attending next year's banquet.
The whole Partners in Achieve
ment Program has been a success through
out Northeast Florida. And "our" students
have been an overwhelming success in
Membership and Billing. Through hard
work, professional training and hands-on
business experience, they have been af
forded an invaluable opportunity for per
sonal growth and development. In return,
Mel and Rob have provided Blue Cross Blue Shield with the opportunity to be an
integral part of the community's commit
ment to the success of our youth. They
have become an important part of the
Northeast team's pledge to provide superior
customer service. And, to those employees
fortunate enough to have been working
with them on a daily basis, they have
become a renewable source of energetic
enthusiasm and refreshing, youthful
insights.
T

Rumors became reality when on a recent Friday we
packed for "the Big Move"..from Deerwood to Freedom
Commerce Center...and by 9:00 A.M.. on the following
Monday morning our thoughtful management team had
us unpacked and on-line ready to meet our customers
needs.
• Our new phone system is terrific.
• Our working environment is efficient and pleasant.
• And the new folks we met and FCC are friendly and helpful.
• We also appreciate the planning on the part of our management, to integrate
health Options into the mainstream of Blue Cross Activities, Customer Service/Claims
cross training, is providing an advantage both to Claims and the Customer Service De
partment. This training is giving the Customer Service Department an insight to the
claims process and an appreciation of the great job the Claims Department does on a day
to day basis.
Myrna Dunham

Learn Something New
For those of you that would like to learn a new skill and can't find the time or
place, listen up!!!
All employees of Blue Cross/Blue Shield have a wonderful learning tool at your finger
tips. All you have to do is tum on your main frame computer, at the Logan Screen type
"Phoenix" and hit the PF2 Key. This will bring up the Phoenix Online bulletin Board for
course descriptions and new course announcements. You may contact are outstanding
Phoenix coordinator, Diane Brown at 363-5060 for assistance as well as the necessary
"Phoenix Registration Form". Fill in your form and have your supervisor sign it and
return this material to, Diane Brown-FCC2- l -PBO Training. On receipt of your
registeration
Diane will sign you on and forward to you the necessary documentation to take the
class. These classes must be taken on your time.. Fit a little new knowledge in those
spare minutes while you are waiting for someone to pick you up after work, or a few
minutes if you get to work early, or maybe during your lunch time on a rainy day..
A few of the classes being offered now:
Financial Management
Decision Making

Time Management
Medical Terminology
Management Performance

Business Writing
Sentence Structure
Effective English

Be sure to tell Diane Brown, the Phoenix Coordinator that you heard a bout these classes in
"The Screaming Fagles NP-w.dettn"!!!
Myrna Dunahm

Dare to Ask . . . Answers from Joe Wellman
Q.

If everyone aware that we are all one team and how each part affects the whole?

A.
I would say as a Region and Corporation we are a world ahead of where we were a
few years ago and that we have further to go. I can recall occasions in the past having
conversations with representatives from other areas of the corporation and realizing that
a third-party observer would have thought we two persons were from rival corporation.
Today, I feel this trait is much more rare and is recognized as unacceptable for the good of
the company and our customers. Do we have room for improvement? Absolutely we do!
But based on my experience with the degree of change I have seen from the past, I remain
optimistic we will continue to improve.
With the rise in health care costs and the start of provider owned and operated
Q.
insurance program, what is the likelihood of downsizing at BCBSF?
A.
We must recognize that our world is changing and the society we serve is demanding real improvement in the cost and quality of health care services. As the leader
in the managed care industry in Florida, BCBSF cannot be insulated from these demands.
We have been responding with all of our managed care programs and services to meet the
demands of our customers. I feel we are very well positioned to meet these challenges
and win in the new market place. At the same time I must emphasize that
whether or not we ultimately win and prosper will depend on each of us doing the very
best we can to deliver excellent and affordable quality to our customers which will
determine the answer to this question. We must not be complacent

In Memory Of .

..

Barbara Morris 1 945 - 1 993
Andrea Lovings, Melanie Boyer,
Darian Haywood

Partners in Achievement students
that participated with HMO Claims De
partment trained at FCC2-2 and are cur
rently taking regular classes one half of
their school day while they work the other
half for Blue Cross.
Nancy Paul

Barbara was a dedicated employee of BC/BS of Florida for seventeen
years. To those of us who worked with her in Group Membership and
Billing, she was a hard working, caring team-player and a dear friend.
Her death will be mourned by all.

